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Abstract 
The purposes of this study is to identify the degree to which employees exhibit the concepts of learning organization(LO) and 
total quality management(TQM) practices in a Korean insurance company and to verify the relationship between the sub-
concepts of LO such as Shared Vision(SV), Mental Models(MM), Team Learning(TL), Personal Master(PM), and System 
Thinking(ST) and the sub-practices of TQM such as Teamwork(TW), Continuous Improvement(CI), Process 
Management(PMGMT), and Customer Focus(CF) in their workplace. This research finds TL, ST, and PM have significant 
relationship with CI; TL and SV with TW; and ST with CF. Based on the results, the research find ST is most strongly related to 
CF and TL have the strongest relationship with both TW and CI. This research supports that “TQM and LO are mutually 
dependent”  advocated by previous researches but LO concept did not cover the whole TQM concept in this firm, although some 
specific LO disciplines had consistently high relationship with some of TQM principles. 
© 2014 The Authors. Published by Elsevier Ltd. 
Peer-review under responsibility of the Scientific Committee of GLOBE-EDU 2014. 
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1. Introduction and research questions 
Total Quality (TQ) has become a popular management approach for organizations to meet multiple demands and 
to increase their performance. Unlike traditional quality management which focuses on reducing the amount of 
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defects of manufacturing and service, total quality management (TQM) has been defined as a structured system for 
creating organization-wide participation in quality improvement, and as a continuous improvement process, 
designed to meet the customer’s needs (Brower, 1994). According to Evans (2005), TQM is “a whole system 
approach with a people-focused management that aims at continual increase in customer satisfaction with lowest 
cost” (p. 31), and takes place across all functions, levels, and even their suppliers and customers. TQM has also been 
highlighted as an efficient management system (Crosby, 1979; Deming, 1986; Juran, 1989). Further, many countries, 
such as the United States, the European Union and Korea have facilitated TQM to take place at a national level by 
granting the Malcolm Baldrige National Quality Award, the European Quality Award, and the Korean Quality 
Award respectively.  
Similarly, as a more a recent concept, the learning organization concept (LO) has been recognized as one of the 
major management approaches to pursuing more complex dimensions of performance. Senge (1990) defines 
learning organization as an organization where people continually expand their capacity to create desired results and 
where new patterns of thinking are nurtured. LO is also characterized as an organic structure which anticipates the 
developing needs of its customers, and responds to them with innovative products and services (Slater & Narver, 
1995).  
The relationship between both concepts TQM and LO has developed as stated in the management literature. 
Senge (1990) claims that TQM underpins the first phase of a learning organization. Garvin (1993) also insists that if 
TQM is practiced as a philosophy, for example, continuous improvement, or a set of techniques like Deming’s 
PDCA cycle (Plan, Do, Check, Act), it can be a vehicle for learning organization.  
This study examines the extent to which the total quality management concept is related to the learning 
organization concept, as composed by Senge’s (1990) five disciplines, in a Korean insurance company. While the 
five disciplines of the learning organization concept, namely, Personal Mastery, Mental Models, Shared Vision, 
Team Learning, and Systems Thinking will be used to measure the LO concept, the Customer Focus, Teamwork, 
Process Management and Continuous Improvement will be used to measure the four fundamental principles of 
TQM.  
 
Research Question 1: Is there any relationship between Senge’s five disciplines of the learning organization 
concept and the four fundamental principles of total quality management? 
Sub-question 1-1,2,3,4: How does the learning organization concept, composed of Senge’s five disciplines, relate 
to customer focus(1-1),  teamwork(1-2), process management(1-3) and continuous improvement(1-4), and which 
discipline has the strongest relationship with customer focus(1-1),  teamwork(1-2), process management(1-3) and 
continuous improvement(1-4)? 
2. Methodology 
This research is designed as non-experimental survey research using self-administered questionnaires. The 
population of this study is an insurance company in Korea. The sample is stratified and randomly assigned to a 
Korean life-insurance company that has successfully adopted the TQM philosophy and that has done rapid-growth 
business for over two decades. This company has a TQM team that manages quality for the entire company (300 
employees) under the slogan, 3Q: Quality people, Quality product and Quality service. The company has been 
named winner of National Customer Satisfaction Index (NCSI) award in life insurance industry area for last 7 years.    
Stratified random sampling was used in this research. Senge’s (1990) five disciplines (i.e., Shared Vision, Mental 
Models, Team Learning, Personal Mastery and Systems Thinking) are considered as learning organization factors. 
These variables have been originally operationalized by a 48 item survey instrument (5 scale) developed by Tetrick, 
Jones, Latting, Da Silva, Slack, Elchegaray and Beck (2000) at University of Houston. They implemented a pilot test 
of the instrument (N = 97 students) and exploratory factor analysis that reduced the number of items to 75. Based on 
subsequent analysis, the final number of items recommended by Tetrick and his colleagues was 48. Reliability of the 
scales was assessed by using Cronbach’s alpha. All alphas for 5 disciplines are above .75 except mental models 
(Cronbach’s alpha = .63).  
The three principles of TQM, teamwork, continuous improvement and customer focus, are examined by Dean and 
Bowen (1994). Morrow’s (1997) questionnaire operationalizes Dean and Bowen’s fundamental quality principles. 
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Morrow used Dean and Bowen’s framework to construct a survey instrument to assess to what degree quality 
management’s fundamental principles have become part of an organization’s culture. Morrow’s 12 item 
questionnaire contains four questions for each scale measuring Dean and Bowen’s three quality management 
principles. Morrow’s questionnaire was tested by 2,249 employees. The reliability of each of Morrow’s (1997) 
scales (using Cronbach’s alpha) was .69 for customer focus, .74 for continuous improvement and .81 for teamwork.  
An 11-item process management instrument was developed by Flynn and his colleagues (1994) to measure the 
extent to which process control (e.g., statistical process control) is used in organizations and the extent to which 
process feedback is communicated to organizational members. The reliability of measures is .85 for process control 
and .76 for process feedback.  All of the items use Likert-type scale, ranging from 1 (strongly disagree) to 5 
(strongly agree). 
 
3. Results 
This study examined the extent to which the LO concept, composed of Senge’s five disciplines (1990), is related 
to TQM in a Korean insurance Ninety two out of 150 employees responded to the survey (response rate: 61.3 
percent). From a demographic analysis, it was found that most of the participants were regular full-time employees 
(88 percent), and only a few were contract or part-time employees. Because most of the respondents (79.4 percent) 
occupied either assistant manager or staff position, data in both the means of current company permanence (3.94 
year) and current job permanence (2.66 year) were relatively low.  
3.1. The findings of the research questions 
To identify the relationship between the five disciplines of LO concept and the four fundamental principles of 
TQM, the study implemented two-step analysis: multivariate regression and multiple regression. Multivariate 
regression aimed at identifying the variables within TQM which were significantly related to the variables of LO. 
Multiple regression was used to measure the extent to which such variables were correlated.  
Table 1 shows the results of the multivariate regression analysis. It was found that team learning (TL) was 
significantly related to both continuous improvement (CI, p = .001) and teamwork (TW, p = .000); shared vision 
(SV) to teamwork (TW, p = .001); systems thinking (ST) to both customer focus (CF, p = .023) and continuous 
improvement (CI, p = .030); and personal mastery (PM) to continuous improvement (CI, p = .002).  
The results revealed that three of the five disciplines of LO, namely, TL, ST and PM had relationship with CI; 
two of them such as TL and SV with TW; and just one of the disciplines such as ST with CF in this firm. 
Conversely, it was also found that not only the mental model (MM) had no relationship with the principles of TQM 
but also none of discipline of LO was related to the process management (PMGMT). For these reasons the sub-
research question 1-3 was removed. 
 
Table 1 Multivariate regression on LO and TQM 
 
Source Dependent Variable 
Type III Sum of 
Squares Df Mean Square F Sig. 
MM CF .003 1 .003 .010 .919 
  CI .010 1 .010 .041 .840 
  TW .029 1 .029 .181 .671 
  PMGMT .228 1 .228 .897 .346 
TL CF .143 1 .143 .480 .490 
  CI 2.798 1 2.798 11.978 .001** 
  TW 3.330 1 3.330 21.110 .000** 
  PMGMT .590 1 .590 2.319 .131 
SV CF .376 1 .376 1.263 .264 
  CI .040 1 .040 .172 .680 
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  TW 1.996 1 1.996 12.654 .001** 
  PMGMT .067 1 .067 .263 .610 
ST CF 1.609 1 1.609 5.402 .023* 
  CI 1.145 1 1.145 4.901 .030* 
  TW .074 1 .074 .467 .496 
  PMGMT .428 1 .428 1.683 .198 
PM CF .187 1 .187 .628 .430 
  CI 2.448 1 2.448 10.481 .002** 
  TW .040 1 .040 .251 .618 
  PMGMT .360 1 .360 1.414 .238 
         Note: **  p<.01; * p<.05l 
 
Concerning the Sub-question 1-1, the result of multivariate regression showed the only variable of LO related to 
CF was ST. To explain the degree to which they are correlated, a single regression was conducted and R-square 
between ST and CF was .153. This account for the 15.3 percent relationship between the two. Moreover, as to the 
Sub-question 1-2, The result of multivariate regression showed two variables of LO, SV and TL, were related to 
TW. To identify the degree to that these two LO variables are related to TW and which discipline has the strongest 
relationship with TW, multiple regression was conducted.  
 
Table 2 Results of Multiple Regression between SV/TL and TWG
G
  
 Independent Variables Beta Values for t Sig. 
TL .428 4.751 .000* 
SV .337 3.743 .000* 
Note: R-square = .427; F (2, 33.094); p <.05  ;Dependent Variable: TW; *p <.01 
 
Table 2 reveals that the two disciplines had a 42.7 percent relationship with TW and that TL had stronger 
relationship with TW than SV. This is because the standardized coefficient (Beta) of former (.428) was higher than 
that of the latter. Thus TL had the strongest relationship with TW.   
Concerning the sub-question 1-4, the result of multivariate regression showed PM, ST, and TL were related to CI. 
To identify the degree to which they are correlated with CI and the discipline with the strongest relationship with it, 
multiple regression was conducted. Table 3 shows that three variables (PM, ST and TL) were 35.6 percent related to 
CI and that TL was most related to CI (.359) followed by PM and ST. This is explicated by the fact that the 
standardized coefficient (Beta) of TL was higher than those of two disciplines. Hence TL had the strongest 
relationship with CI.  G G
 
Table 3 Results of Multiple Regression between PM/ST/TL and CIG
Independent Variables Beta Values for t Sig. 
TL .359 3.586 .001** 
ST .226 2.260 .026* 
PM .281 3.274 .002* 
Note: R-square = .3.56; F (3, 16.217); p<.05; Dependent Variable: CI; **p < .01 ; *p < .05 
4. Conclusion 
The findings of this study have addressed three issues: first, practicing both four TQM principles and five LO 
disciplines were familiar to the employees of the Korean insurance company. Furthermore, there were no significant 
differences among the hierarchy ranks in exhibiting LO nor TQM concepts, while one division had a significant 
difference in implementing TQM concepts among the divisions. Second, as for TQM principles, which are highly 
related to each LO disciplines, customer focus was most strongly related to systems thinking; and both teamwork 
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and continuous improvement had the strongest relationship with team learning. Conversely, none of Senge’s five 
LO disciplines was related to process management in the firm.  
Based on the quantitative analysis, the implication of the present research is that LO concept did not cover the 
whole TQM concept in this firm, although some specific LO disciplines (e.g., team learning, systems thinking and 
shared vision) had consistently high relationship with some of TQM principles (e.g., teamwork and continuous 
improvement). This research supports that “TQM and LO are mutually dependent” as advocated by Terziovski and 
his colleagues’ qualitative empirical study (2000). However, unlike their research, it was found that not all of LO 
disciplines related to every principle of TQM in the Korean company. Therefore, it can be inferred that the firm tend 
to implement the two concepts in combination or complementation by overlapping, rather than in complete 
incorporation. Moreover, it can be suggested that some LO disciplines such as team learning, systems thinking and 
shared vision have highly contributed for TQM to be applied effectively in the organization.  
In turbulent business circumstance, LO is regarded as anticipative approach which generates and transforms 
knowledge into innovation for competitive environment; meanwhile TQM is treated as reactive and adaptive 
approach (Luthans et al., 1995; Senge, 1992). In addition, some scholars consider TQM as an enabler to move 
towards LO and suggest that organizations need to move beyond TQM to improve their future performance (Love et 
al.,2000). The findings of this research support that TQM is a driving force which will lead to LO in a Korean 
company, because some of TQM principles were highly associated with LO concepts. However, it can be inferred 
that TQM is perhaps specific bound; that is, it is more effectively applied in certain areas or functions, which are 
highly related to quality achievement; while LO is holistic. In fact, one of the findings in this research shows that 
process management practice was significantly different among the divisions, while practicing LO disciplines had 
no significant difference among the division. Thus, it can be suggested that TQM and LO are not only highly related 
to each other to improve organization performance but also show a complementing unique role in increasing the 
performance. 
This research has the limitation of focusing only on a single company and having insufficient sample size to 
obtain powerful statistic results. It also has the limitation of representative variables of TQM. Therefore, the study 
needs to be developed by conducting further cross-sectional studies including other representative principles of 
TQM, as well as be developed for identifying how LO and TQM jointly effect organizational performance. 
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